TEIN 07-94 Attachnment

PROGRAM | MPROVEMENT PRQJECTS

By the end of PY 1994, States are expected to nake program
enhancenents which are supportive of the key service and out cone
obj ectives to enhance custoner service for the delivery of services

to di sl ocated workers

States are requested to assess their current

capabilities and to devel op strategies for inproving program

capacity.

The six objectives and seventeen rel ated di nensi ons of perfornmance

i ncl ude:
< Cust omer Focus
(1) Avail ability of conprehensive services needed by
di sl ocated workers in each service area
(2) Access to enpl oynent opportunities which are
responsi ve to enpl oynent and earni ngs needs of
wor ker s
(3) Provi sion of services tailored to individua
obj ectives and needs of each worker
< Expand Custoner Options
(4) Mil tiple sources of services and training to
provi de options for each worker;
(5) Avail ability of incone support for those needi ng
it to undertake and conplete required training
(6) Coor di nation of program services anong substate
grantees in the sane | abor narket area
(7) I nteragency/interprogramefforts to coordinate
activities and resources;
< Qual ity Qutcones
(8) Enpl oyer/private sector involvenent in the design
of prograns and sel ection of occupationa
training;
(9) Use of customer satisfaction and other neasures
to evaluate programquality;
< I nprove Data
(10) Accessi bl e and useful information on enpl oynent

opportunities and requirenents, and
service/trai ning opportunities;



(11)

(12)

(13)

Avai |l abl e informati on and assi stance to hel p
wor kers make good choi ces regarding career and
enmpl oynment obj ecti ves;

Col I ection and use of customer feedback
information to inprove program responsi veness;

Use of nonitoring, fiscal, and participant data
in inproving program design and operation;

I ncrease System Capacity

(14)

(15)

| mprove

(16)

(17)

Ensuring adequate know edge and expertise of
State and substate staff;

Techni cal assistance to State and substate | evel
staff;

Early Intervention

Ti mel i ness of contact and assi stance to workers
and enpl oyers through Rapi d Response;

Custoner satisfaction with assistance provided
t hrough Rapi d Response.



PROGRAM | MPROVEMENT PROJECTS

A

CUSTOVER FOCUS

PROGRAM Di MENSI ON

ASSESSMENT OF CURRENT CAPABI LI TY

STANDARDS/ GOALS USED TO
ASSESS EFFECTI VENESS

PLANNED | MPROVEMENT ACTI ONS
DURI NG PY 94

(1) Availability of
conpr ehensi ve

servi ces needed

by di sl ocat ed
workers in each
service area

(2) Access to
enpl oynent op-
portunities which
are responsive to
enpl oynent and
ear ni ngs needs of
wor ker s

(3) Provision of
services tailored to
i ndi vi dual obj ec-
tives and needs of
each worker.




PROGRAM | MPROVEMENT PROJECTS: B. EXPAND CUSTOMVER OPTI ONS

STANDARDS/ GOALS USED TO
PROGRAM DI MENSI ON ASSESSMENT  OF CURRENT CAPABI LI TY ASSESS EFFECTI VENESS PLANNED | MPROVEMENT ACTI ONS
DURI NG PY 94

(4) Multiple sources
of services and
training to provide
options for each

wor ker

(5) Availability of
inconme support for
those needing it to
undert ake and

conpl ete required
training

(6) Coordination of
program servi ces
anong substate
grantees in the sane
| abor narket area

(7

I nteragency/interpro
gramefforts to
coordi nate activi-
ties and resources.




PROGRAM | MPROVEMENT PROJECTS:

C. QUALITY QUTCOMES

PROGRAM Di MENSI ON

ASSESSMENT OF CURRENT CAPABI LI TY

STANDARDS/ GOALS USED TO
ASSESS EFFECTI VENESS

PLANNED | MPROVEMENT ACTI ONS
DURI NG PY 94

(8) Enployer/private
sector invol venent
in the design of
prograns and

sel ection of occu-
pational training.

(9) Use of customer
sati sfaction and

ot her neasures to
eval uat e program
quality.




PROGRAM | MPROVEMENT PRQOJECTS:

D.

| MPROVE DATA

PROGRAM Di MENSI ON

ASSESSMENT OF CURRENT CAPABI LI TY

STANDARDS/ GOALS USED TO
ASSESS EFFECTI VENESS

PLANNED | MPROVEMENT ACTI ONS
DURI NG PY 94

(10) Accessi bl e/ useful
information on enpl oynent
opportunities and
requirenments, and service/
training opportunities.

(11) Available information
and assistance to help

wor kers make good choi ces
regardi ng career and

enpl oynent obj ecti ves.

(12) Collection and use of
custoner feedback infor-
mation to inprove program
responsi veness.

(13) Use of nonitoring,
fiscal and participant data
in inproving program DESI GN
AND OPERATI ON.




PROGRAM | MPROVEMENT PROJECTS:

E. | NCREASE SYSTEM CAPACI TY

PROGRAM Di MENSI ON

ASSESSMENT OF CURRENT CAPABI LI TY

STANDARDS/ GOALS USED TO
ASSESS EFFECTI VENESS

PLANNED | MPROVEMENT ACTI ONS
DURI NG PY 94

(14) Ensuring
adequat e know edge
and expertise of
State and substate
staff.

(15) Techni cal

assi stance to State
and substate |evel
staff.




PROGRAM | MPROVEMENT PROJECTS: F. | MPROVE EARLY | NTERVENTI ON

STANDARDS/ GOALS USED TO
PROGRAM DI MENSI ON ASSESSMENT  OF CURRENT CAPABI LI TY ASSESS EFFECTI VENESS PLANNED | MPROVEMENT ACTI ONS
DURI NG PY 94

(16) Tirmeliness of
contact and

assi stance to

wor kers and

enpl oyers through
Rapi d Response.

(17) Custoner
satisfaction with
assi stance provi ded
t hrough Rapi d
Response.




PROGRAM | MPROVEMENT PRQIECTS: G OTHER

OrHER

ASSESSMENT OF CURRENT CAPABI LI TY

STANDARDS/ GOALS USED
TO ASSESS
EFFECTI VENESS

PLANNED | MPROVEMENT ACTI ONS
DURI NG PY 94




